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Introduction
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The past two-to-three years have experienced strong market activity in the
retail and Consumer Product Goods (CPG) Global Business Services (GBS)
space with both new GBS center setups and expansion of the existing ones

Delivery of marketing services from retail and CPG GBS organizations has
seen a sharp rise, especially post the onset of the COVID-19 pandemic, with
GBS organizations stepping up support beyond traditional areas on the back
of increased endorsement from the global enterprises

GBS centers are currently supporting their enterprises across several critical
aspects of marketing services delivery, with some having evolved to strategic
partners — leading enterprise-wide initiatives, driving digital agenda,
innovation, having global ownership roles, etc.

This report provides insights into the current state of adoption of marketing
services in leading retail and CPG GBS organizations at both offshore and
nearshore locations

The report is based on Everest Group’s ongoing interactions with GBS and
parent enterprise stakeholders and the proprietary GBS database that is
updated quarterly with new set-up activity, expansion/contraction of existing
GBS centers, divestitures, and capability additions



Marketing services value chain
Many offshore/nearshore GBS centers provide a wide range of support across the marketing services value chain

. Largely driven by tech activity . Mix of tech/interactive and ops activities ‘ Largely driven by ops activity

Content & production Marketing operations Channel management
[ ) Market research planning ( ] UX strategy [ ) Loyalty strategy [ ) Channel selection [} Channel optimization
Strategy & ) ) ) ) ) )
Advisory ([ Customer journey mapping o Experience design ([ Multi-channel marketing
o Marketing mix strategy o Commerce design
o Digital product strategy o Branding o Campaign design
Planning
@ User persona and empathy mapping o Content strategy [ ) Cataloguing and curation
o Content production o Sales enablement ® Marketing spend effectiveness
@ Content localization & optimization o Loyalty program execution o Campaign execution ® Campaign optimization & support
Activation () Content migration @® Social/Mobile command center o Programmatic ad buying @® Campaign performance evaluation
() Content personalization o Lead management ® Emerging channel activation o Media measurement
( ] Ul and responsive design ® Marketing spend effectiveness
@ Creative audit, validation, and testing

Enabling Pillars

Platforms & solutions Data, analytics, & reporting Infrastructure services
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Research calendar
Global Business Services

Il Published Planned [l Current release
Global In-house Center (GIC) Landscape Annual Report 2018 — GICs Emerging as Innovation CoEs for Global Enterprises May 2018
Global In-house Center (GIC) Landscape Annual Report 2019 — Enterprises Insourcing IT Services to their GICs July 2019
GBS State of the Market Report: Evolving Operating and Governance Models to Build GBS of the Future March 2020
US Global Business Services Market Report March 2021
GBS State of the Market Report: Top 2021 priorities for GBS March 2021
GBS CXO Insights: GBS Key Issues Report 2022 February 2022
Playbook for Successful Business Relationship Management (BRM) for GBS Organizations September 2021
Playbook for Building Global Centers of Excellence (CoEs) in GBS Organizations November 2021
The Next Wave of Automation in Global Business Service (GBS) Organizations: What Lies Ahead? December 2021
Global Business Services as the Nerve Center for Enterprise Finance and Accounting Services March 2022
Global Business Services as the Enabler for Enterprise Hire-to-Retire Services March 2022
Global Business Services as the Backbone for Enterprise Procurement (S2P) and Supply Chain Management (SCM) Services March 2022
Marketing Services Adoption in Retail & Consumer Product Goods (CPG) Global Business Services (GBS) May 2022

Note: Click to see a list of all of our published GBS reports
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With you on the journey

Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our research
also covers the technologies that power those processes and functions and the related talent trends and strategies. Our clients
include leading global companies, service and technology providers, and investors. Clients use our services to guide their
journeys to maximize operational and financial performance, transform experiences, and realize high-impact business
outcomes. Details and in-depth content are available at www.everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

’ @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

(@) @Everest Group +91-80-61463500 +1-647-557-3475

€) @Everest Group

O @Everest Group Delhi
india@everestgrp.com

Blog +91-124-496-1000

everestgrp.com/blog

This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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